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Abstract: Customer satisfaction is the customers overall feeling of contentment with a 
customer interaction. Many industries use the service quality to measure the customer 
satisfaction of their business. It is important to sustain the business and study the needs of the 
customer. However, SME Bank Cafeteria is the lack of a measurement to identify the 
customer satisfaction. Thus, a quantitative research of service quality to identify the customer 
satisfaction is implemented in SME Bank Cafeteria. The objective of this research is to 
investigate the relationship between service quality and customer satisfaction. The service 
quality measure in term of food quality, price and physical environment. A survey in the form 
of online questionnaire was distributed to the resident in hostel SME Bank. It has a total of 
100 respondents who have completed the questionnaire which included male and female 
respondents from different races. The finding of the survey had been analysed by using IBM 
SPSS. This research found that all independent variables have a positive relationship with 
customer satisfaction. However, the physical environment of the restaurant does not have a 
significant effect. From the result of the data, it shows that the food quality is the most 
important factor which impacts on customer’s satisfaction. Pay more attention to food quality 
and price adjustment should be carried out on SME Bank Cafeteria. The findings of this 
research will provide a useful suggestion in the area of customer satisfaction with the specific 
interest in catering in the future. 
 




    INTRODUCTION 
A university cafeteria is a cafeteria intended for university students and communities. The 
cafeteria provides for each residential for student of Universiti Utara Malaysia (UUM). 
Perspective of students played important roles to measure the service performance of the 
cafeteria. Due to the increasing competition among restaurant business and changes in 
lifestyle, there is a critical need to understand the factors that may influence customers’ 
satisfaction. Therefore, an evaluation of service quality in SME Bank Cafeteria is 
implemented. The primary objective of this research is to examine the relationships between 
the service quality and customer satisfaction in SME Bank Cafeteria. 
 
Loureiro & Gonzalez (2008) explain that many service delivery errors and problems can occur 
and that is not beneficial for the reputation of the organization. 
 
Service quality of the restaurant is difficult to evaluate because the evaluations are made on 
both the service outcome and the service delivery process, researchers have suggested that 
existing service quality scales should be customized depending on the business to which they 
are applied (Amin, Yahya, Ismayatim, Nasharuddin, & Kassim, 2013). 
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Surapranata & Iskandar (2013) argued that service quality has specific dimensional judgments 
while customer satisfaction can result from any dimension, whether it is quality related or not. 
According to (Hanaysha, 2016), food quality, price and physical environment have a 
significant positive effect on customer satisfaction. 
 
    METHODOLOGY 
The proposed conceptual framework in Figure 1, framed a study to investigate the influence 






In this research, survey is conduct using a quantitative approach by obtaining data through a 
questionnaire. The questionnaire consists of three parts. First part consists of demographic 
profile with 6 items, second part is the service quality variables in term of food quality, price 
and physical environment, the last part is customer satisfaction variable and one open-ended 
question about the recommendation and feedback of dining. All the variable is measured by 
five-point Likert scale. SME Bank Student Residential Hall with a population of 2000 student 
and the survey is given to the sample size of 100 students. For this research, IBM SPSS 
version 25 is used to analyse the data and findings. Descriptive statistic, reliability test, 
Bivariate (Pearson) correlation analysis and multiple regression are carrying out to analyse the 
data and to address the hypotheses. 
 
    RESULTS AND DISCUSSION 
The Alpha value exceeding 0.7, indicate acceptable reliability, and those over 0.80 are 
considered good (Sekaran & Bougie, 2016). Table 1 shows the test for reliability by using 
Cronbach’s Alpha The results have shown that the Cronbach’s Alpha of all variables are over 
0.70. Food quality, price and customer satisfaction have a Cronbach’s  Alpha over 0.80.  
Based on this statement, the internal consistency reliability of this research is good, therefore, 
the data are reliable. 
Table 1 
  Cronbach’s alpha scores of variables  
Variables No. of Items Cronbach’s Alpha 
Food Quality 6 0.877 
Price 4 0.808 
Physical Environment 5 0.795 
Customer Satisfaction 4 0.902 
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The closer the r to +1 or -1, the greater the correlation between 2 variables. The results of 
Pearson correlations for three variables are presented in Table 2. The result shows that all 
Pearson Correlation Coefficient (r) is positive value which is indicated there is positive 
relationship between the independent variable and dependent variable. The higher that the r 
value between food quality and customer satisfaction is 0.785, indicate that there is a strong 
positive relationship of food quality and customer satisfaction. The r value of price and the 
physical environment is 0.6 and 0.585 which indicate that there are moderate positive 
relationship with customer satisfaction. 
Table 2 




Food Quality 0.785 
Price 0.600 
Physical Environment 0.585 
 
 
The results of multiple regression analysis were presented in Table 3. The results indicate that 
food quality and price are the significant predictors of customer satisfaction. Food quality has 
a regression coefficient of 0.412 (β = 0.952), p < 0.05 which means that H1 is supported.  
Price is the second significant predictor of customer satisfaction with regression coefficient of 
0.223 (β = 0.223), p < 0.05, therefore H2 is accepted. However, customer satisfaction is 
predicted by the physical environment (β = 0.115), p = 0.137, the p-value of physical 
environment variables is more than 0.05, therefore, physical environment are not significant 
predictors of customer satisfaction in this model. 
 
Table 3 









environment and customer satisfaction. 
 
Predictors: (Constant), Physical Environment, Price, Food Quality 
Dependent Variable: Customer Satisfaction 
 
 
    CONCLUSION 
In summary, this research has investigated on the service quality variables which are food 
quality, price and physical environment can customer satisfaction. Based on the results, food 
quality and price are supported and two hypotheses are accepted because they show a 
significant relationship with customer satisfaction and their p-values are less than 0.05. Food 
quality was reported the most important factor, while physical environment is not a significant 
relationship with customer satisfaction in SME Bank Cafeteria. 
 Hypothesis β p Support 
H1 There is a significant relationship between food 
quality and customer satisfaction. 
0.592 0.000 Yes 
H2 There is a significant relationship between price and 
customer satisfaction. 
0.223 0.002 Yes 
H3 There is a significant relationship between physical 
0.115 0.137 No 
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The finding of this research can help the restaurant manager, design appropriate strategies via 
each of the significant factors highlighted. The findings suggest that restaurant managers 
should understand the needs of the customer about the food quality increase customer 
satisfaction. Since food quality is the most important factor as a predictor of the customer 
satisfaction in SME Bank Cafeteria. Managers must pay attention to the food quality which 
consists of taste, variety of menus, fresh food, food presentation to attract more customer. The 
manager also advised to put more consideration on pricing which directly can influence 
customers. These strategic enabling a restaurant to stay competitive and improve its 
performance in the long-term. Once the business has a high customer satisfaction, can provide 
competitive advantages, which directly lead to increase in profit and sustain the business. 
Overall, there is more research is required and substantial support to links between these 
variables. Thus, new strategies should be developed from time to time, which depends on the 
outcome on this kind of research. 
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